ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
9535 E,. DOUBLETREE RANCH ROAD, SUITE 100, SCOTTSDALE, AZ 85258 
PHONE (602) 364-1PET (1738) FAX (602) 364-1039 
VETBOARD.AZ.GOV 


COMPLAINT INVESTIGATION FORM 


if there is an issue with more than one veterinarian please file a 
separate Complaint Investigation Form for each veterinarian 


PLEASE PRINT OR TYPE 


Date Received: x Say LO, 20/ + Case Number: | { D a) O4f 


A. THIS COMPLAINT IS FILED AGAINST THE FOLLOWING: 


Name of Veterinarian/CVvT: [ronwood Animal Hospital 
Premise Name: Ironwood Animal Hospital 


Premise Address: 85 W Combs Rd #116 
City; SanTan Valley state: AZ Tip Code: 85140 
Telephone: (480) 868-2209 


B. INFORMATION REGARDING THE INDIVIDUAL FILING COMPLAINT": 
Name: Cheryl Neri 


State: Ee | Zip Cod 


= = . 
Cell Telephone igipepaiapnaecaie 


*STATE LAW REQUIRES WE HAVE TO DISCLOSE YOUR NAME UNLESS WE CAN SHOW THAT DISCLOSURE WILL 
RESULT IN SUBSTANTIAL HARM TO YOU, SOMEONE ELSE OR THE PUBLIC PER A.R.S. § 41-1010. IF YOU HAVE 
REASON TO BELIEVE THAT SUBSTANTIAL HARM WILL RESULT IN DISCLOSURE OF YOUR NAME PLEASE PROVIDE 
COPIES OF RESTRAINING ORDERS OR OTHER DOCUMENTATION. oe 
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C. PATIENT INFORMATION (1): 


Name: Lucy 

Breed/Species: Mixed breed Aussie/Catahoula 

Age: / sex: F Color; Merle 
PATIENT INFORMATION (2): 

Name: 

Breed/Species: 

Age: Sex: Color: 


D. VETERINARIANS WHO HAVE PROVIDED CARE TO THIS PET FOR THIS ISSUE: 
Please provide the name, address and phone number for each veterinarian. 


Issue is not with the vet that attended. Issue is with the facility. 


E. WITNESS INFORMATION: 
Please provide the name, address and phone number of each witness that has 
direct knowledge regarding this case. 
James Neri (my spouse-same number) 


Attestation of Person Requesting Investigation 


By signing this form, | declare that the information contained herein is true 
and accurate to the best of my knowledge. Further, | authorize the release of 
any and all medical records or information necessary to complete the 
investigation of this case. 


Signature: DE ss y C.F 


Date: Via ee ) 


F. ALLEGATIONS and/or CONCERNS: 


Please provide all information that you feel is relevant to the complaint. This 
portion must be either typewritten or clearly printed in ink. 


We brought our pet to them because she suffered a seizure. They did testing and 
placed her on Keppra and Trazadone. We dispensed the drugs per their instructions on 
the printed label. We went to refill the Trazadone and got the 3rd degree. | guess they 
thought we were being shady about the drug. The Keppra was to keep her from seizing 
again. We called THREE days prior to her running out of the meds. We could not get a 
response from them about the drug refill. They could have written a prescription like any 
other vet, | suppose but that option was not offered to us. After about 3 days of calling 
(a couple times a day) we finally got them to give us a partial refill on the Keppra. They 
gave us one third of what we paid for with the promise that we would be notified when 
the balance was available for pick up. That was approximately 3-4 weeks ago. We just 
got a call the beginning of the week (this is 7/6/2017) that the balance was finally 
available for pickup. Wouldn't have been an issue but we messed up and missed a 
dose and Lucy had a major grand mal seizure from missing ONE dose. Hubby thought | 
dosed, | thought he dosed. Lesson learned. Which is exactly why it was so important for 
Lucy to get her refill in a timely manner. 
My issue is not monetary. The medication only cost us $28 and it doesn't matter that 
she didn't receive the balance of it because she is under the care of a RELIABLE vet 
now and on a different (phenobarbital) drug. My issue is the follow through on patient 
care and the fact that they told me they were billing me for the full refill even though a 
partial was provided to us so "they didn't have to charge me a second handling fee." | 
asked if there was really a handling fee on meds and the response was affirmative. Is 
that even legal? Handling for what? To take it out of the cabinet, put it in a bottle and 
walk it to the counter? We also paid an extra fee to get stat results for Lucy. Didn't get 
those either, despite paying for them. Again, small fee; but the issue is that they have all 
these fees they hit patients with and then don't deliver, but also don't refund. After the 
way we (and Lucy) were treated, we're done with them but would appreciate someone 
checking in to how they are operating there. Staff response time is horrible. Like | said, 
we paid for 24 hr results and got results days later. I'm just wondering how many people 
are putting up with the same situation. So, provided that someone there has inclination, 
we would appreciate someone looking into that situation. Again, |'m not asking for a 
refund. | consider that "lost" money. But others that can ill afford it, may be in the same 
_boat. They basically told us she had a brain tumor (apparently she doesn't, but is simply 
epileptic) and that we should have all this expensive testing done. 
We only went there because our regular vet wasn't able to take Lucy at 5pm on a 
Friday. The vet had already left for the day, and the refill on the Keppra was just to hold 
Lucy over until she could see our regular vet Dr. Audie Wood and Dr. Riccitello, who are 
awesome. 
In short, this is a case of she said/she said. Tina at Ironwood swears they called us. | 
don't know who they called to say the drugs were ready, but it sure wasn't us. At any 
rate, they should be examined a bit to maybe get them back on track with customer 
service, billing practices and professionalism. 
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Regarding “Lucy” Neri 


Ms Neri alleges that we need better practices in our billing of medication, refill protocols and diagnostic 
charges. This is not a complaint about the care of her pet,|but how we charge for services and 
inventory. As | am sure you are aware there is a“ Dispensihg” fee some call it a “prescription fee” 
others call Ita “ Handling fee” and yes it is attached to inventory items that are dispensed by the 
tablet/capsule / ml. This is not an unusual practice and this ts utilized In most hospitals. As it is not 
always obvious to clients what costs are Incurred In dispensing medicine it Is still a normal practice to 


charge for such. 


As For the allegation of charging for 24.hours review and nist getting them. The Client did not elect nor 
pay for a Stat Review. She paid for a review at 1pm 3 ho urs before our closing time. The NSF results 
were given to client the next day. We followed through next day with a fallow up call like we do with 
avery patient. Entry (extracted from records) below shawl letting us know pet was doing well. 


BE; 05-15-17 at 08:21: TTO Doing well asked abou rads, AO that the Dr will be calling with those 


results H 
| 
Next Entry is the Doctor’s phone call about rad results 


called & informed both o's (together on phones) that the rads are basically WNL and do not 
reveal a reason for seizures, We will; also calt with! urine culture results. Dr. R.S.Funk 


On 5/23/2017 Owner called and made refill request for Trpzadone. Though our pallcy is to give us 24 
hours to review chart and approve, we appraved and filled that day. 
i 


t 


Owner picked up that day . Visa payment proves such. | 


My records show that we filled Lucy's Keppra refill on 6/9 bth what we had on hand. We did In fact 
offer a written script but Because Lucy was In need of the inedication we chose to do this for what was 
“best for the pet and to avoid 4 “dispensing” fee we explained to the owner and she agreed to pay for the 
entire script. weexplained we would call her when the reqnainder came in. We gave her enough pills to 
last through 6/27/2017. We called Ms Neri gn 6/14 to lef her know the remaining were In and again on 
6/22. Ms Neri Nevar came in for the medications nor did she aver reach out to management about any 
concern. Instead she slandered the hospital on soclal media almost a manth later. When she did so this 
was the first time the manager had heard about any Issue of a prescription refill. 


{ 
Ms Neri has been refunded the $9.00 for the pills she did not ever pick up it Is at this time showing as a 


credit on her account. 
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Our records and accounting are very accurate and complete. Our “ billing practices” are more than fair 
and quite within the norm, Our follow through was spot om for the diagnostics approved by the client. 


She recelved all results as they were received . 


The harassment Ms Neri has given us over a dispensing feetand her misunderstanding of such 
ascalading to this level seems quite excessive and unprecedented, 


| have attached the patients records, 
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If you may have any questions for me, please contact me by email or phone 
| 
| 
{ 
| 
} 
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Tina Cloud 


Hospital Manager 


tcloud @qwestoffice net 
480-888-2299 
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VICTORIA WHITMORE 
- EXECUTIVE DIRECTOR - 


DOUGLAS A. DUCEY 
- GOVERNOR - 


ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
9535 E, DOUBLETREE RANCH RD, STE. 100, SCOTTSDALE, ARIZONA 85258 
PHONE (602) 364-1-PET (1738) *¢ FAX (602) 364-1039 
VETBOARD.AZ.GOV 


INVESTIGATIVE COMMITTEE REPORT 


TO: Arizona State Veterinary Medical Examining Board 


FROM: PM Investigative Committee: Robert Kritsberg, D.V.M. - Chair 
Donald Noah, D.V.M. 
Adam Almaraz 
Amrit Rai, D.V.M. 
Tamara Murphy 


STAFF PRESENT: Tracy Riendeau, CVT — Investigations 
Sunita Krishna, Assistant Attorney General 


RE: Case: 18-04 
Complainant(s): Cheryl Neri 
Respondent{s}: Austin Stitzer, DVM (License: 3692) 


SUMMARY: APPLICABLE STATUTES AND RULES: 
Complaint Received at Board Office: 7/10/17 Laws as Amended July 2014 
Committee Discussion: — 10/10/17 (Salmon); Rules as Revised September 
Board IIR: 11/15/17 2013 (Yellow) 


On May 5, 2017, “Lucy,” a 7-year-old female Catahoula mix was presented to Respondent 
for seizures. Diagnostics were performed and medications were dispensed. 

On May 14, 2017, the dog was presented to Respondent due to anxiety and hematuria. 
The dog was anesthetized and radiographs were performed; urine was cultured and 
medications were dispensed. 

On June 9, 2017, a medication refill was requested. Only partial was able to be filled until 
the rest of the medication was shipped to the premise. 


Complainant contends Respondent's conduct was unprofessional. 


Complainant was noficed and appeared telephonically. 

Respondent was noticed and was available telephonically. AHtorney, David Stoll, appeared. 

The Commilttee reviewed medical records, testimony, and other documentation as described below: 
e Complainant(s) narrative: Chery! Neri 
e Respondent{s) narrative/medical record: Austin Stitzer, DVM 
e Witness(es) narrative: Tina Cloud — Hospital Manager for ronwood Animal Hospital. 


18-04, AUSTIN STITZER, DVM 


PROPOSED ‘FINDINGS of FACT': 


1.On May 5, 2017, the dog was presented to Respondent as a work-in appointment after seizing 
twice. The dog was examined; had a weight = 62 pounds, a temperature = 103.5 degrees, and 
a heart rate = 150bpm — no respiration rate noted. Referral to a specialist for an MRI was 
recommended but declined by Complainant. Respondent recommended blood work, 
including Valley Fever, which was approved; also discussed was dispensing Keppra and if the 
seizures worsened, phenobarbital could be added. The dog was discharged with Keppra 
250mg, 120 tablets; give one tablet by mouth every 8 hours. 


2. On May 8, 2017, a message was left with Complainant that the blood work was within normal 
limits and Respondent recommended further diagnostics, radiographs and MRI -— referral 
recommended. 


3. On May 12, 2017, Complainant reported the dog was having bloody urine; diagnostics were 
recommended and an appointment was scheduled. 


4.On May 14, 2017, the dog was presented to Respondent for hematuria and anxiety. Had not 
had any seizures and was eating and drinking well. The dog was examined — weight = 62 
pounds, temperature = 103.46 degrees, a heart rate = 140bpm and a respiration rate = panting. 
Respondent recommended sedating the dog for radiographs and collecting a urine sample. 
Complainant's approved. 


5. The dog was sedated and administered propofol; urine was collected via cystocentesis — it 
was submitted for urinalysis and culture and sensitivity. Radiographs were also performed of the 
skull, thorax and abdomen and were submitted to be reviewed by a radiologist. The dog was 
discharged with augmentin 500mg and trazodone 100mg for anxiety. 


6. Complainant stated that they paid an extra fee to get stat results, however she did not specify 
for which diagnostic test it was for. According to hospital manager, Ms. Cloud, Complainant 
paid for a radiologist review which was given to her the following day as noted in the medical 
record. 


7. On May 15, 2017, Dr. Funk, Respondent's associate, relayed that the radiographs did not 
reveal a reason for the dog's seizures. 


8. On May 22, 2017, Complainant was given the urine culture and sensitivity results and to 
continue the antibiotics dispensed. 


9. On May 23, 2017, Complainant requested a refill of trazodone which was filled the same day. 


10. On June 9, 2017, Complainant requested a refill of the Keppra. The premise only had 30 
tablets in stock. Complainants were charged for the full refill fo avoid a second prescription fee 
when the remaining tablets became available. Complainant stated that she was not offered a 
written prescription, only the partial refill. Ms. Cloud stated that Complainant was offered a 
written prescription but the dog was in need of the medication. 


18-04, AUSTIN STITZER, DVM 


12. On June 14 and 22, 2017, the premise called to advise Complainant that the remaining 
Keppra was available for pick-up, Complainant never picked up the Keppra therefore their 
account was credited. 


13. According to Complainant, they were never called to pick up the remaining medication. It 
does not appear that Complainant called to ask if the medication was available for pick up. 


COMMITTEE DISCUSSION: 


The Committee discussed that the medical records reflected the attempts to reach 
Complainant regarding the dispensed medication. It appeared that both Complainant and her 
husband were in contact with the premise and there may have been a communication issue 
between the two. 


COMMITTEE'S PROPOSED CONCLUSIONS of LAW: 
The Committee concluded that no violations of the Veterinary Practice Act occurred. 
COMMITTEE'S RECOMMENDED DISPOSITION: 
Motion: It was moved and seconded the Board: 
Dismiss this issue with no violation. 


Vote: The motion was approved with a vote of 5 to 0. 


The information contained in this report was obtained from the case file, which includes the 
complaint, the respondent's response, any consulting veterinarian or witness input, and any 
other sources used to gather information for the investigation. 
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Tracy A. Riendeau, CVT 
Investigative Division 
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